
EHS’ Safety Culture and Customer Satisfaction Survey:  

An action plan to advance campus safety and health   

One of Environmental Health and Safety’s (EHS) primary objectives is to continuously strengthen the 
campus’ laboratory and on-the job safety culture through the department’s culture of customer service. 
That customer service culture should run in harmony with EHS’ responsibility for ensuring that 
departments adhere to certain requirements and procedures intended to promote on the job health 
and safety, environmental protection, building and fire code compliance, accountability, transparency, 
fairness and fiscal prudence. Ultimately, EHS’ client departments should come to EHS, not because they 
have to, but because they want to.  

In an effort to determine how well EHS is doing in that regard, in December of 2015, EHS distributed 
surveys to its customers to determine the perceived level of safety on campus and satisfaction with the 
department’s service delivery and identify possible areas for improvement within the department. The 
surveys were developed to address seven target audiences: 

• Leadership (Deans, Directors, Department Heads, Senior Administrators) 
• Principal Investigators 
• Laboratory Support Staff 
• Facilities Personnel 
• Employees (all participants not captured in previous categories) 
• Students 
• EHS Personnel 

Over a two week period over 2,200 customers submitted survey responses. Along with multiple choice 
satisfaction ratings, respondents submitted nearly 5,000 individual narrative comments. Although a 
large majority of EHS’ customers find the department’s performance and the campus culture of safety 
satisfactory, and less than one in ten indicated that EHS’ overall performance is unsatisfactory, as a 
department striving for Excellence in the Business of Campus Safety and Health, EHS can and must do 
better.  

The full survey results including every comment were provided to the Associate Vice President for 
Facilities, and every comment read by the Managing Director and all Program Managers. EHS’ division 
managers have been tasked with analyzing the specific comments to help in development of action 
plans focused on maintaining where appropriate and increasing where necessary customer satisfaction 
within their divisions while adhering to EHS’ oversight responsibilities.  

Changes Anticipated  

Below is a high level summary of the customer perceptions identified in the survey results, and where 
appropriate initial actions EHS will take to correct them. Overarching themes include:  

• Improving communication between EHS and its customers by both clarifying the role and 
responsibility of the EHS department (as compared to Risk Management, Public Safety, Human 
Resources or Student Affairs) and by engaging in more outreach to, and conducting more 
trainings with, customers.  



 Consider a departmental name change to Occupational and Environmental 
Health and safety (OEHS) 

 Major Update to the EHS website. 
 Partner with peer departments on campus to provide more information on the 

top concerns raised. 
 Revisit current training offerings with regular updates to keep content 

fresh/relevant and identify alternatives, such as increased availability of online 
training, allowing customers to choose between classroom and online training 
sessions. 

• Improving communication among the units of EHS so that customers do not receive 
inconsistent or conflicting advice and direction from the differing EHS units.  

 Develop more standard operating instructions and procedures for departmental 
efforts 

 Automate as much as is practical and effective to automate 

Top Concerns Noted. 

Multiple choice ratings of typical health and safety issues identified the following (top 5) issues causing 
concern on campus by audience: 
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Further, individual narrative comments identified (multiple times) the following general concerns on 
campus: 

 Guns, guns safety, on campus – feeling vulnerable to gun violence was the 
predominant sentiment, but feeling persecuted for carrying a concealed 
weapon was also mentioned.  

 Building access – unlocked doors, inability to lock doors, feeling vulnerable to 
intruders and disgruntled persons (glass office walls prevent ability to hide) 



 Building age-related hazards – asbestos, water intrusion, bugs, unregulated 
temperatures 

 Inversion impact on outdoor air quality  
 Bullying – not just students feeling peer pressure, but staff as well 
 Ergonomics and musculoskeletal injury  
 General emergency procedures – not reviewed or practiced often if at all 
 Safety and health training access:  clients report wanting more, and comments 

were nearly equal praising and criticizing on-line versus classroom training. 
 
 

Moving Forward  

This is not a one-time effort. The need for, and opportunities to provide, excellent customer service and 
enhance the campus safety culture will be constantly examined and managed moving forward. The 
items noted above will be discussed broadly with stakeholders and actions monitored to ensure timely 
implementation.  

As a follow-up to the general survey, in-depth surveys are planned over the next three months, for 
Laboratory and Facilities personnel to assess specific EHS transactions with customers.  The goal for this 
interaction is to identify both those actions that should be continued and perhaps emulated elsewhere 
in the department, and those actions that will be taken to address concerns that may be raised.  EHS will 
redouble its efforts to improve performance based on the results of this next survey.  

All EHS customers are encouraged to contact the department at any time if an issue is not being 
resolved to their satisfactions. Email the EHS Office at Questions@ehs.utah.edu or call (801) 581-6590 
and a member of the EHS office will assist you. 
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